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	Programme    Information
	Course Title


	ASET Certificate in Airline & Airport Conflict Management

	
	Aims
	The aims of the programme are to enable students to develop the skills to deal effectively with a range of conflict situations which may arise in airline and airport environments

	
	Objectives
	At the end of the course students will be able to:

· Understand basic concepts of conflict management

· Explore techniques for managing conflict effectively

· Demonstrate five conflict handling styles

· Adopt good listening techniques

· Understand negotiation techniques

· Describe problem solving approaches

· Demonstrate mediation techniques

· Demonstrate how to cope with crises
· Describe the concepts of self-development


	
	Student Profile
	The course is intended for anyone considering or currently employed in an aviation role who may come across passenger conflict situations.

	
	Study method


	The course is designed for study by tutor supported open learning.  Students receive course manual, assignments and studyguide plus tutor support.

	
	Assessment


	Students are assessed through a series of tutor marked assignments based on their application of the course content.  The assignments take the form of a series of structured questions.

	
	Accreditation


	Programmes are accredited by ASET enabling students to gain a nationally recognised qualification on successful completion of the assessments.

	
	Entry Requirements
	There are no entry requirements but students must be committed to the aims of the programme and study method.




	Course Outline
	The programme consists of six compulsory units:

Module A

Unit 1:
Conflict and anger

· understand the sources and nature of conflict

· consider different conflict-handling styles

· learn to understand and deal with anger 

Unit 2: Listening skills

· understand the ideal listening process

· deal with prejudices which may damage your ability to listen

· beware of traps for listeners

Module B

Unit 3: Negotiation

· understand the nature of establishment-community conflicts

· see how these groups approach conflict situations

· understand the ‘joint problem solving’ approach

· learn good negotiating practice

· consider strategies for rescuing difficult situations

Unit 4: Mediation

· understand the meaning and nature of mediation

· know when mediation is useful

· understand the phases of the mediation process

· deal with problems that can arise during this process

· know what qualities you need to develop to be an effective mediator

Module C

Unit 5: Crisis mediation

· understand the problem of re-entry

· look at causes of power imbalances in negotiation

· learn to deal with these power imbalances 

· understand the importance of establishing a good working relationship with the other party

· deal with the need for mediation in crisis situations
Unit 6: Examples of good and poor practice
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